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ࡣࠊBtoB (Business to Business)࣐࣮ࢣࢸ࢕ࣥࢢࡢศ㔝࡛ࡣ࡞ࡃࠊ୺࡟ BtoC (Business to 
Consumer)࣐࣮ࢣࢸ࢕ࣥࢢࡢศ㔝࡛Ⓨ⾲ࡉࢀ࡚࠸ࡿࡢ࡛࠶ࡿ(Lam, Shanker, Erramilli, & 
Murphy, 2004)ࠋGao, Sirgy, and Bird (2005)ࡶࠊ㏆ᖺࡢ࣐࣮ࢣࢸ࢕ࣥࢢ◊✲࡟࠾࠸࡚ࡣࠊ
㢳ᐈࡢ౯್࡟㛵ࡍࡿ◊✲ࡣࠊBtoB ࣐࣮ࢣࢸ࢕ࣥࢢ࡛ࡣ࡞ࡃࠊBtoC ࣐࣮ࢣࢸ࢕ࣥࢢࡢ
ศ㔝࡛ከࡃぢࡽࢀࡿࠊ࡜ࡢぢゎࢆ㏙࡭࡚࠸ࡿࠋࡲࡓࠊEggert and Ulaga (2008, 2010) ࡣࠊ
㢳ᐈෆࢩ࢙࢔࡟㛵ࡍࡿ◊✲ࡣࠊᾘ㈝⪅࡬ࡢࣜࢧ࣮ࢳ࠿ࡽ⏕ࡳฟࡉࢀ࡚࠸ࡿ࡜ࡋࠊ





࡜ࡋ࡚఩⨨௜ࡅࡽࢀࡿࡇ࡜ࡀከ࠸(Mittal, Ross, & Baldasare, 1998; Jones, Mothersbaugh, 
& Beatty, 2000; Zhang, Fang, Wei, Ramsey, McCole, & Chen, 2011)ࠋࡇࢀࡣࠊBtoC ศ㔝
࡟࠾ࡅࡿᾘ㈝⪅ࡢ᪉ࡀࠊ㉎㈙ࡢ㝿ࡢ㑅ᢥ⫥ࡶከࡃࠊ௚ࡢ㑅ᢥ⫥࡟ࢫ࢖ࢵࢳࡍࡿ㝿ࡢ
ࢫ࢖ࢵࢳࣥࢢ࣭ࢥࢫࢺࡶᑠࡉ࠸ࡇ࡜࡟㉳ᅉࡋ࡚࠸ࡿ࡜ᛮࢃࢀࡿࠋBtoB ࣐࣮ࢣࢸ࢕ࣥ
ࢢࡢศ㔝࡛ࡶࠊྠᵝࡢഴྥࡀぢࡽࢀࡿ(Patterson & Spreng, 1997; Spreng, Shi, & Page, 



















࢔ࣥࢣ࣮ࢺ⤖ᯝࡢศᯒ࡟ࡣࠊSPSS Statistics 22.0࡜ SPSS Amos 22.0ࢆά⏝ࡋࡓࠋ
➨㸰❶ ඛ⾜◊✲ࡢ⣔㆕
㸯㸬%WR% ࣐࣮ࢣࢸ࢕ࣥࢢㄽࡢ⣔㆕


















































































































ㄆ㆑ࡋ࡚࠸ࡓࡓࡵ࡛࠶ࡾ㸦㇂ᮏ 2004㸧ࠊᚋ㏙ࡍࡿ C. Grönroos ࡀࠊࢧ࣮ࣅࢫࡢ≉ᛶ࡜
࠸࠺ෆⓗせᅉࢆ┤どࡍࡿࡇ࡜࡛ࠊࢧ࣮ࣅࢫ࣭࣐࣮ࢣࢸ࢕ࣥࢢࡢ࠶ࡿ࡭ࡁጼࢆᤊ࠼ࡿ
࢔ࣉ࣮ࣟࢳࢆ࡜ࡗ࡚࠸ࡿ㸦⸨ᒸ 2002㸧ࡇ࡜࡜ࡣࠊዲᑐ↷ࢆᡂࡋ࡚࠸ࡿࠋ 

































































Lovelock and Wirt (2007) ࡣࠊࢧ࣮ࣅࢫ࡜ࣔࣀࡢ┦㐪Ⅼࢆ᫂☜࡟ࡋࠊࢧ࣮ࣅࢫ࣭࣐࣮ࢣ













࡚ᤊ࠼ࡿ࡜࠸࠺⪃࠼᪉࡛࠶ࡾࠊVargo and Lusch (2004) ࡀึࡵ࡚ᥦၐࡋࡓࢧ࣮ࣅࢫ࣭
ࢻ࣑ࢼࣥࢺ࣭ࣟࢪࢵࢡ㸦Service Dominant Logic㸧࡟࠾ࡅࡿᇶᮏᴫᛕ࡛࠶ࡿ 1)ࠋ
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 S-D ࣟࢪࢵࢡࡣࠊࢢࢵࢬ࣭ࢻ࣑ࢼࣥࢺ࣭ࣟࢪࢵࢡ㸦Goods Dominant Logic㸧࡜ࡢᑐ
ẚ࡟࠾࠸࡚ㄒࡽࢀ࡚࠸ࡿࠋG-D ࣟࢪࢵࢡࡣࠊ〇ရ㸦Goods㸧ࢆ୰ᚰ࡜ࡋࡓఏ⤫ⓗ࡞᭷




 ౯್ඹ๰ࡢᴫᛕࡣࠊࡑࡢෆᐜ࠿ࡽࡶ᥎ᐹࡉࢀࡿࡼ࠺࡟ࠊ๓㏙ࡢ Grönroos (1982) ࡀ
ၐ࠼ࡓࡼ࠺࡞┦஫స⏝ࢆᙉㄪࡍࡿࢧ࣮ࣅࢫ࣭࣐࣮ࢣࢸ࢕ࣥࢢࡸ࣮ࣜࣞࢩࣙࣥࢩࢵ










































































  ᅜෆ㏦㔠 
  ෇㡸㔠 
  ࢖ࣥࢱ࣮ࢿࢵࢺ࣭ࣂࣥ࢟ࣥࢢ 
  ㈠᫆㔠⼥㸦LC ࡢⓎ⾜࡞࡝㸧 
  ࢢ࣮ࣟࣂࣝ࡞࢟ࣕࢵࢩ࣭࣐ࣗࢿࢪ࣓ࣥࢺ࣭ࢧ࣮ࣅࢫ㸦GCMS㸧 
  ᢞ㈨㖟⾜ࢧ࣮ࣅࢫ㸦M&Aࡸᥦᦠ࡞࡝㸧 
  ▷ᮇ⼥㈨㸦㐠㌿㈨㔠⼥㈨࡞࡝㸧 





























































































































Ford, Gadde, Häkansson, Lundgren, Snehota, Turnbull and Wilson (1998) ࡣࠊ㛗ᮇⓗ㛵ಀࡢ



























㸦transactional view of value㸧ࡼࡾࡶࠊ㛗ᮇⓗ࡞㛵ಀᛶ࠿ࡽ⏕ࡲࢀࡿ㛵ಀᛶⓗ౯್






























































































































































ᅗ ─ 䠍䠎 SERVQUAL䝰䝕䝹䛻䛚䛡䜛䠑䛴䛾ḟඖ
ฟᡤ3DUDVXUDPDQ%HUU\DQG=HLWKDPO 






























࠾ࡅࡿ Cronbach (1951) ࡢȘಀᩘࢆ⾲㸰࡟♧ࡍࠋ

⾲ - 䠍 ᅇ⟅௻ᴗ䛾䝥䝻䝣䜯䜲䝹
ᆅᇦ  ᴗ✀࡜ᚑᴗဨつᶍ 
໭ᾏ㐨  ࠙〇㐀ᴗࠚே࠿ࡽேᮍ‶ 
ᮾ໭  ࠙〇㐀ᴗࠚே࠿ࡽேᮍ‶ 
㛵ᮾ  ࠙〇㐀ᴗࠚே࠿ࡽேᮍ‶ 
୰㒊  ࠙〇㐀ᴗࠚே࠿ࡽேᮍ‶ 
㏆␥  ࠙〇㐀ᴗࠚே࠿ࡽேᮍ‶ 
୰ᅜ  ࠙〇㐀ᴗࠚே࠿ࡽேᮍ‶ 
ᅄᅜ  ࠙〇㐀ᴗࠚே௨ୖ 
஑ᕞ࣭Ἀ⦖  ࠙㠀〇㐀ᴗࠚே࠿ࡽேᮍ‶ 
























⾲ – 䠎 ಙ㢗ᛶಀᩘ䠄Cronbach 䛾αಀᩘ䠅
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ࡿ VIF㸦Variance Inflation Factor㸧ࡣࠊከ㔜ඹ⥺ᛶࡢၥ㢟ࡀ⏕ࡌ࡚࠸࡞࠸Ỉ‽࡜ࡉࢀࡿ
㸳௨ୗ㸦ෆ⏣ 2013㸧࡜࡞ࡗ࡚࠾ࡾࠊከ㔜ඹ⥺ᛶࡢၥ㢟ࡣᅇ㑊ࡉࢀ࡚࠸ࡿࠋ
㸱௬ㄝࡢ᳨ド࡜ศᯒ







ࡢ㔜せᛶࡣࠊ༑ศ࡟㧗࠸ t ್㸦7.348 ࡜ 16.047㸧ࢆ♧ࡋࡓࡇ࡜࡛⤫ィⓗ᭷ពᛶࡣ☜ㄆ




























඲࡚ࡢࢧ࣮ࣅࢫ .154 .166 .362 .042 7.348 16.047 1.884
ᅜෆ㏦㔠 .041 .224 .131 .113 3.163 1.815 1.519
෇㡸㔠 .085 .162 .211 -.137 2.386 3.167 -2.020
ࢿࢵࢺࣂࣥ࢟ࣥࢢ .062 .216 .169 .049 3.211 2.518 .728
㈠᫆㔠⼥ .158 .095 .398 .012 1.487 6.251 .195
*&06 .118 .182 .298 -.018 2.733 4.562 -.277
ᢞ㈨㖟⾜ࢧ࣮ࣅࢫ .154 .191 .325 .066 2.875 5.053 1.004
▷ᮇ⼥㈨ .147 .176 .349 .146 2.732 5.423 2.271






ᩘ࡛࠶ࡿ 5ࡣࠊᴫࡡ ࠿ࡽ ࡢỈ‽࡟཰ࡲࡾࠊW ್ࡶ኱༙ࡀ  ࢆୖᅇࡿ⤖ᯝ࡜࡞
ࡗ࡚࠸ࡿࡇ࡜࠿ࡽࠊ௬ㄝ㸯ࡣࠊഴྥ࡜ࡋ࡚ࡣᨭᣢࡉࢀࡓ࡜ゝ࠼ࡿࠋࡋ࠿ࡋ࡞ࡀࡽࠊ




















ᙜ࡚ࡣࡲࡾࡢⰋࡉࢆ♧ࡍỴᐃಀᩘ࡛࠶ࡿ 5 ࡣࠊ.120 ࡟࡜࡝ࡲࡗࡓࡶࡢࡢࠊ⊂❧ኚᩘ








඲࡚ࡢࢧ࣮ࣅࢫ .056 1.368 1.662 .097
ᅜෆ㏦㔠 -.014 1.508 -.138 .891
෇㡸㔠 .182 1.450 1.813 .071
ࢿࢵࢺࣂࣥ࢟ࣥࢢ .057 1.496 .555 .580
㈠᫆㔠⼥ .196 1.223 2.319 .021
*&06 .048 1.259 .550 .583
ᢞ㈨㖟⾜ࢧ࣮ࣅࢫ -.067 1.288 -.752 .453
▷ᮇ⼥㈨ .019 1.355 .204 .838

























































඲࡚ࡢࢧ࣮ࣅࢫ .120 .267 .100 .029 -.039 8.273 3.086 1.178 -1.635
ᅜෆ㏦㔠 .099 .137 .233 -.101 -.013 1.648 2.785 -1.522 -.199
෇㡸㔠 .116 .138 .252 -.006 -.066 1.659 3.116 -.093 -.972
ࢿࢵࢺࣂࣥ࢟ࣥࢢ -.053 .172 .124 -.047 .025 1.889 1.392 -.657 .352
㈠᫆㔠⼥ .198 .269 .104 .157 -.133 3.131 1.124 2.002 -1.907
*&06 .224 .361 .040 .185 -.060 4.232 .448 2.502 -.876
ᢞ㈨㖟⾜ࢧ࣮ࣅࢫ .203 .476 -.139 .175 .018 5.232 -1.443 2.373 .265
▷ᮇ⼥㈨ .094 .300 -.044 .076 .081 2.948 -.427 1.069 1.159



































































඲࡚ࡢࢧ࣮ࣅࢫ .390 .244 .230 .196 .036 .061 8.174 8.283 6.849 1.568 3.139
ᅜෆ㏦㔠 .257 .278 .209 .083 .089 .080 3.489 2.735 1.160 1.388 1.302
෇㡸㔠 .324 .344 .214 .065 .103 .122 4.446 2.937 .951 1.639 2.031
ࢿࢵࢺࣂࣥ࢟ࣥࢢ .344 .208 .278 .139 .099 .075 2.534 3.637 1.866 1.558 1.296
㈠᫆㔠⼥ .499 .311 .361 .112 -.007 .036 3.771 4.940 1.284 -.111 .666
*&06 .487 .300 .220 .218 -.083 .180 3.455 2.920 2.415 -1.257 3.215
ᢞ㈨㖟⾜ࢧ࣮ࣅࢫ .438 .100 .327 .291 -.041 .122 1.119 4.093 3.262 -.611 2.173
▷ᮇ⼥㈨ .316 .097 .217 .294 .017 .044 .995 2.374 3.142 .237 .714


























 .564 .318 .317 1.333
 .604 .365 .364 1.287
 .622 .387 .386 1.265
 .632 .399 .397 1.253
 .633 .401 .399 1.251
ࣔࢹࣝ ࣮࣋ࢱ W ᭷ព☜⋡
 ౯್ඹ๰ .564 27.896 .000
౯್ඹ๰ .356 13.183 .000
౯್ඹ๰ࡢᐇ⾜ .300 11.108 .000
౯್ඹ๰ .251 8.409 .000
౯್ඹ๰ࡢᐇ⾜ .243 8.801 .000
㛫᥋ⓗ౯್ .212 7.782 .000
౯್ඹ๰ .225 7.515 .000
౯್ඹ๰ࡢᐇ⾜ .234 8.571 .000
㛫᥋ⓗ౯್ .235 8.598 .000
ಙ⏝㈈ᗘྜ࠸ .111 5.731 .000
౯್ඹ๰ .232 7.731 .000
౯್ඹ๰ࡢᐇ⾜ .236 8.647 .000
㛫᥋ⓗ౯್ .246 8.897 .000















































ࣔࢹࣝ 505 *), $*), &),
ࣔࢹࣝ␒ྕ㸯 .081 .995 .978 .995
㣬࿴ࣔࢹࣝ 0 1 1
⊂❧ࣔࢹࣝ .987 .505 .340 .000
506($
ࣔࢹࣝ 506($ /2 +, 3&/26(
ࣔࢹࣝ␒ྕ㸯 .047 .031 .065 .566




ࡿ㸦㇏⏣ 2007㸧ࠊGFI (Goodness of Fit Index)࡜ AGFI (Adjusted  Goodness of Fit Index) 
ࡣࠊࡑࢀࡒࢀࠊ.995ࠊ.978 ࡜࡞ࡾࠊ༑ศ࡞ࣔࢹࣝ㐺ྜࢆ♧ࡋࡓࠋࡲࡓࠊ୍⯡࡟ 0.05 ௨
ୗ࡛࠶ࢀࡤࠊ࠶࡚ࡣࡲࡾࡀⰋ࠸࡜ࡉࢀ࡚࠸ࡿ㸦㇏⏣ 2007㸧ࠊࣔࢹࣝ࡜ᐇ㝿ࡢඹศᩓ














































ㄽⅬ࡟ྵࡵ࡚࠸࡞࠸ࠋSalomonson, Aberg, and Allwood (2012) ࡣࠊ࢔࢝࢘ࣥࢺ࣭࣐ࢿࢪ
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